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Foreword

ISO (the International Organization for Standardization) and IEC (the International Electrotechnical
Comm|s5|on) form the speC|aI|zed system for worIdW|de standardlzatlon Nat|onal bod|es that are members of

by the respective orgamzatlon to deal with partlcular fields of technical act|V|ty ISO and IEC te
committees collaborate in fields of mutual interest. Other international organizations, governmental an
governmental, in liaison with ISO and IEC, also take part in the work. In the field of informationtechinolog
and IEC have established a joint technical committee, ISO/IEC JTC 1.

IEEE Standards documents are developed within the IEEE Societies and the Standards Coord
Committees of the IEEE Standards Association (IEEE-SA) Standards Board. The IEEE-develops its sta
through a consensus development process, approved by the American National*Standards Institute,
brings together volunteers representing varied viewpoints and interests to achieve the final product. Volu
are not necessarily members of the Institute and serve without compensation. While the IEEE administs
process and establishes rules to promote fairness in the consensus development process, the IEEE ddg
independently evaluate, test, or verify the accuracy of any of the information contained in its standards.

International Standards are drafted in accordance with the rules given in the ISO/IEC Directives, Part 2.

The main task of ISO/IEC JTC 1 is to prepare International.Standards. Draft International Standards a
by the joint technical committee are circulated to national<bodies for voting. Publication as an Intern
Standard requires approval by at least 75 % of the national bodies casting a vote.

Attention is called to the possibility that implementation of this standard may require the use of subject
covered by patent rights. By publication of this standard, no position is taken with respect to the existe
validity of any patent rights in connection.therewith. ISO/IEEE is not responsible for identifying es
patents or patent claims for which a license-may be required, for conducting inquiries into the legal val
scope of patents or patent claims or:determining whether any licensing terms or conditions provi
connection with submission of a Letterlof Assurance or a Patent Statement and Licensing Declaration H
any, or in any licensing agreements are reasonable or non-discriminatory. Users of this standard are exj
advised that determination of the-validity of any patent rights, and the risk of infringement of such rig
entirely their own responsibility. Further information may be obtained from ISO or the IEEE Sta
Association.

ISO/IEC/IEEE 26512:2011 was prepared by Joint Technical Committee ISO/IEC JTC 1, Infor
technology, Subcommittee SC 7, Software and systems engineering, in cooperation with the Softwa
Systems Enginéering Standards Committee of the IEEE Computer Society, under the Partner Sta
DevelopmentQrganization cooperation agreement between ISO and IEEE.

This firstyedition of ISO/IEC/IEEE 26512 cancels and replaces ISO/IEC 15910:1999, which has|
technically revised.
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Introduction

This International Standard was developed to assist users of ISO/IEC 15288:2008 (IEEE Std 15288-2008) or
ISO/IEC 12207 2008 (IEEE Std 12207 2008) to acqurre or supply software user documentatlon and

Internagtional Standard addresses the identification, definition, and fulfilment of user documentation
requirgments as part of the acquisition and supply processes.

This International Standard covers the requirements for information items used in the acquisition of user
documnlentation products: the Acquisition Plan, Document Specification, Statement of Work, Request for
Proposgals, and the Proposal. It also discusses the use of a Documentation Managément Plan and a
Document Plan as they arise in the acquisition and supply processes.

This Inpternational Standard is independent of the software tools that can be used\e’produce documentation,
and applies to both printed documentation and on-screen documentation. Much.of its guidance is applicable to
user dpcumentation for systems including hardware as well as software.

Earlie standards tended to view the results of the documentation pracess as a single book or multi-volume
set: alone-time deliverable. Increasingly, documentation acquirersiand suppliers recognize that most user
docunjentation is now produced from managed re-use of previodsly developed information (single-source
documnjentation) adapted for new software versions, or presentation in various on-screen and printed media.
While [this International Standard does not describe how to“set up a content management system, it is
applicable for documentation organizations practising singte=source documentation, as well as for acquirers
and sUppliers of one-time deliverables.

Anyonge who uses application software needs accurate information about how the software will help the user
accomplish a task. The documentation can be thefirst tangible item that the user sees, and so influences the
user’s|first impressions of the software produet- If the information is supplied in a convenient form and is easy
to find|and understand, the user can quicklyxbecome proficient at using the product. Therefore, well-designed
documnlentation not only assists the user’and helps to reduce the cost of training and support, but also
enhanges the reputation of the produgt, its producer, and its suppliers.

Although software developers(intend to design user interfaces that behave so intuitively that very little
separate documentation is(heeded, this is rarely possible. Today's software offers increasingly robust
functignality, not only withib-applications, but also across applications which intelligently exchange information
with ope another. Further;"most software includes underlying rules and calculations, or algorithms that affect
the repults a user can obtain when using the software. These underlying programming mechanics are
discerpable by users, but only through laborious testing. For these and other reasons, user documentation
remains an essential component of usable software products.

Docu entation is often regarded as something done after the software has been implemented However, for

specific plannrng

Related standards for those acquiring and supplying software user documentation include
ISO/IEC 26514:2008 (IEEE Std 26514-2010), Systems and software engineering — Requirements for
designers and developers of user documentation, and ISO/IEC 26513:2009 (IEEE Std 26513-2010), Systems
and software engineering — Requirements for testers and reviewers of user documentation. Other
International Standards are in preparation or planned to address the documentation and information
management processes from the viewpoint of managers and agile projects.

© ISO/IEC 2011 — All rights reserved
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This International Standard is consistent with [ISO/IEC 12207:2008 (IEEE Std 12207-2008) as an
implementation of the Acquisition and Supply processes, which comprise the Agreement processes, and of
the Information Management and Software Documentation Management Processes.

This International Standard is intended for use in all types of organizations, whether they have a dedicated
documentation department or not. It can be used as a basis for local standards and procedures. Readers are
assumed to have experience or knowledge of general agreement processes for acquisition and supply of
products and services.

The order of clauses in this International Standard does not imply that the acquisition activities need to be
performed in this order, nor that documentation needs to be developed in this order or presented to the lser in
this order.

In each clause, the requirements are media-independent, as far as possible.

The checklists in Annexes A and B can be used to track conformance with the lrequirements pf this
International Standard for acquirers and suppliers of documentation products.

The Bibliography contains references to source material used in the development of this Internptional
Standard, as well as sources of additional information that might be useful t6-acquirers and suppliers.

© ISO/IEC 2011 — All rights reserved
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INTERNATIONAL STANDARD ISO/IEC/IEEE 26512:2011(E)

Systems and software engineering — Requirements for
acquirers and suppliers of user documentation

1 Scope

This International Standard supports the interest of software users in having consistent;;complete, ac
and usable documentation. It addresses both available approaches to standardization! a) process stan
which specify the way that documentation products are to be acquired and suppliéd;yand b) docume
product standards, which specify the characteristics and functional requirements of the documentation.

As defined in ISO/IEC 12207:2008 (IEEE Std 12207-2008) and ISO/IEC 15288:2008 (IEEE Std 15288

curate,
dards,
htation

2008),

the acquisition and supply activities comprise the agreement processes of\the software life cycle. Acquisition

and supply of user documentation and user documentation services_are) specializations of those proc
User documentation services can be acquired and supplied for any part of the software docume
management or information management process, such as:

e documentation or information management;

e information design and development;

e documentation editing and review coordination;

e documentation testing, particularly usability testing;

e documentation production and packaging;

e documentation distribution and delivery;

e advice on the selection'and implementation of documentation tools and supporting systems;

e documentation process improvement.
This International\Standard provides an overview of the software user documentation and infor
management grocesses which may require acquisition and supply of software user documentation pr
and services.~lt applies the Agreement processes (acquisition and supply) to software user documer
and addresses the preparation of requirements for software user documentation. These requiremer
central\te’ the user documentation specification and Statement of Work discussed in this Intern

Standard. This International Standard also addresses requirements for primary document outputs
acquisition and supply process: the Request for Proposal and the Proposal for user documentation prj

esses.
htation

mation
bducts
tation,
ts are
ational
of the
bducts

and services

This International Standard is intended for use in acquiring or supplying either printed or electronic (on-s

creen)

documentation. It is independent of documentation development or management tools or methodologies.

This International Standard might be helpful for acquiring and supplying the following types of documentation,

although it does not cover all aspects of them:
e documentation of products other than software;

e multimedia systems using animation, video, and sound;

© ISO/IEC 2011 — All rights reserved
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e computer-based training (CBT) packages and specialized course materials intended primarily for use
in formal training programs;

e maintenance documentation describing the internal operation of systems software;

e documentation incorporated into the user interface.

This International Standard is applicable to acquirers and suppliers of user documentation, including a variety
of spegialists:

e |business analysts who identify the tasks that the intended users will perform with the software;
e |managers of the software development process or the documentation process;
e |managers of the acquisition process, and those who authorize and approve acquisitions;
e |managers and authors involved in proposal preparation.
It can glso be consulted by those with other roles and interests in the documentation.process:

¢ linformation designers and architects who plan the structure, format, and content requirements of
documentation products in a documentation set or web-accessible suite;

e |experienced authors and editors who develop the written content for user documentation;
e |graphic designers with expertise in electronic media;

e |user interface designers and ergonomics expertscworking together to design the presentation of the
documentation on the screen;

e |usability testers, documentation reviewers, subject matter experts;

e |developers of tools for creating on-screen documentation.

2 Conformance

This Ipternational Standard-may be used as a conformance or a guidance document for projects and
organigations claiming conformance to ISO/IEC 15288:2008 (IEEE Std 15288-2008) or ISO/IEC 12207:2008
(IEEE[Std 12207-2008),

2.1 Pefinition.of.conformance

This International Standard is meant to be tailored so that only necessary and cost-effective requirements are
applied. Failoring may take the form of specifying approaches to conform to the requirements of this
Interngtienal Standard, or altering its recommendations to reflect the particular software and documentation
produgtmlce—moreexpmm
necessary third parties (such as regulators), before contract award, in determining the acquirer’s requirements
for tailoring of this International Standard for the project. Annex A (normative) of ISO/IEC 12207:2008

(IEEE Std 12207-2008) describes the Tailoring Process. Tailoring decisions made by the acquirer should be
specified in the contract.

NOTE The acquirer determines whether the term “contract” or “agreement” is to be used in the application of this
International Standard.

© ISO/IEC 2011 — All rights reserved
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Throughout this International Standard, “shall’ is used to express a provision that is binding, “should” to
express a recommendation among other possibilities, and “may” to indicate a course of action permissible
within the limits of this International Standard.

Use of the nomenclature of this International Standard for the parts of user documentation (that is, chapters,
topics, pages, screens, windows) is not required to claim conformance.

2.2 Conformance situations

Conformance may be interpreted differently for various situations. The relevant situation shall be identfied in
the claim of conformance:

a) When conformance is claimed for an organization, the organization shall make public a doqument
declaring its tailoring of the acquisition or supply process.

b) When conformance is claimed for a project using user documentation services; the project plans or
the contract shall document the tailoring of the documentation management/process.

NOTE 1 One possible way for an organization to deal with clauses that cite “the documentation plan” is to spegify that
they shall be interpreted in the project plans for any particular documentation project:

NOTE 2 A project’s claim of conformance is typically specified with respect-to-the organization’s claim of conformance.

This International Standard may be included or referenced in contracts or similar agreements when the parties
(called the acquirer and the supplier) agree that the supplier will-deliver documentation in accordance wjth this
International Standard. It may also be adopted as an in-house standard by a project or organizatign that
decides to acquire documentation from another part of the<organization in accordance with this Internptional
Standard.

3 Normative references

The following referenced documents are “indispensable for the application of this document. For|dated
references, only the edition cited applies. For undated references, the latest edition of the refefenced
document (including any amendments)-applies.

ISO/IEC 12207:2008 (IEEE Std 12207-2008), Systems and software engineering — Software life| cycle
processes

ISO/IEC 15288:2008 (IEEE Std 15288-2008), Systems and software engineering — System life| cycle
processes

ISO/IEC/IEEE 24765:2010, Systems and software engineering — Vocabulary

4 Terms and definitions

Fot the purposes of this document, the terms and definitions given in ISO/IEC/IEEE 24765:2010 apd the
following apply.

4.1

accessibility

usability of a software or documentation product, service, environment, or facility by people with the widest
range of capabilities

[ISO/IEC 26514:2008]

NOTE Although “accessibility” typically addresses users who have disabilities, the concept is not limited to disability
issues.

© ISO/IEC 2011 — All rights reserved
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4.2

analysis

investigation and collection phase of development that aims to specify types of users and their informational
needs

[ISO/IEC/IEEE 24765:2010]

4.3
audience

categqry of users sharing the same or similar characteristics and needs (for example, reason for using the
docunlentation, tasks, education level, abilities, training, experience)

NOTE There can be different audiences for documentation (for example, management, data entry, maintenance) that
determjne the content, structure, and use of the documentation.

[ISO/IEC 26514:2008]

4.4
change control procedure

actions taken to identify, document, review, and authorize changes to a software’or-documentation product
that is|being developed

NOTE The procedures ensure that the validity of changes is confirmed, that the\effects on other items are examined,
and that those people concerned with the development are notified of the changes-

[ISO/IEC 26514:2008]
4.5
configuration management

discipljne applying technical and administrative direction and surveillance to

— identify and document the functional and physical’characteristics of a configuration item,
— cagntrol changes to those characteristics,

— rgeord and report change processing-and implementation status, and

— verify compliance with specified.requirements

4.6
criticgl information

informption describing the safe use of the software, the security of the information created with the software,
or the protection of the-sénsitive personal information created by or stored with the software

[ISO/IEC 26514:2008]

4.7
customization
adaptqtion of a software or documentation product to the needs of a particular audience

[ISO/IEC 26514:2008]

4.8

design

(documentation) stage of documentation development that is concerned with determining what documentation
will be provided in a product and what the nature of the documentation will be

[ISO/IEC 26514:2008]

© ISO/IEC 2011 — All rights reserved
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4.9
development
(documentation) activity of preparing documentation after it has been designed

[ISO/IEC 26514:2008]
4.10

document
separately identified piece of documentation which could be part of a documentation set

[ISO/IEC 26514:2008]

4.1

document set
collection of documentation that has been segmented into separately identified volumesor files for ease of
distribution or use

[ISO/IEC 26514:2008]

4.12
documentation
information that explains how to use a software product

[ISO/IEC 26514:2008]

NOTE The information may be provided as separate documentation or as embedded documentation (or both)} In this
International Standard, the term “documentation” is synonymous With the terms “user documentation” and “software user
documentation.” Other forms of documentation (for example, “system documentation”) are clearly identified as such{

EXAMPLES Printed manuals, on-screen information{standalone online help.

413
embedded documentation
documentation that is accessed as an integral part of software (see also separate documentation)

[ISO/IEC 26514:2008]

EXAMPLES Pop-up help, help text on a screen.

414

escrow
source code and documentation that is kept in the custody of a third party until specified contractual congditions
have been fulfilled

[ISO/IEC 26514:2008]

415
illustration
graphic element set apart from the main body of text and normally cited within the main text

NOTE In this International Standard, the term “illustration” is used as the generic term for tables, figures, exhibits,
screen captures, flow charts, diagrams, drawings, icons, and other types of graphics.

[ISO/IEC 26514:2008]

4.16
implementation

(documentation) activity during which user documentation is created according to the design, tested, and
revised

© ISO/IEC 2011 — All rights reserved
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417

internationalization
process of developing information so that it is suitable for an international audience

[ISO/IEC 26514:2008]

cf. localization (4.18)

4.18
locali
creatig

[1ISO/IE

n of a national or specific regional version of a product

FC 26514:2008]

cf. int¢rnationalization (4.17)

NOTE

4.19
menu
{on-sc

[ISO/IE

4.20
on-sc
docun

[ISO/IE

Localization can be performed separately from the translation process.

Feen documentation) list of topics from which the user can choose

FC 26514:2008]

reen documentation

entation that is intended to be read on the screen by the userwhile using the software

FC 26514:2008]

EXAMPLES Pop-up help, help text on a screen.

4.21

printed documentation

docum
print

[1ISO/IE
4.22

entation that is either provided in printed form, or provided in electronic form for the customer or user to

FC 26514:2008]

procegs

set of
[1SO 9
4.23

nterrelated or interacting(activities which transform inputs into outputs

000:2005]

produjct

compl

[1ISO/IE

bte set of/seftware and documentation

FC 26514:2008]

4.24

produ

ct authority

person or persons with overall responsibility for the capabilities and quality of a product

[ISO/IEC 26514:2008]

4.25

project
set of activities for developing a new product or enhancing an existing product

[ISO/IEC 26514:2008]

© ISO/IEC 2011 — All rights reserved
© IEEE 2011 — All rights reserved



https://standardsiso.com/api/?name=6c3d6fb601bf8cec36f8208682e4de7a

ISO/IEC/IEEE 26512:2011(E)

4.26
project manager
person with overall responsibility for the management and running of a project

[ISO/IEC 26514:2008]

4.27
quality management
coordinated activities to direct and control an organization with regard to quality

[ISO/IEC TR 19759:2005]

4.28
separate documentation
documentation that can be used independently of the software

[ISO/IEC/IEEE 24765:2010]
EXAMPLE Printed manuals and standalone hypertext systems.

4.29
software
program or set of programs used to run the computer

[ISO/IEC 26514:2008]
NOTE For the purposes of this International Standard, the term“software” does not include on-screen documeptation.

4.30
style
set of language-specific editorial conventions covering grammar, terminology, punctuation, capitalizatign, and
word choice of documentation

[ISO/IEC 26514:2008]

4.31

technical contact
person responsible for providing~a documentation developer with technical information about a sqftware
product or for checking the technical accuracy of drafts of documentation

[ISO/IEC 26514:2008]

4.32
topic
small part of-asxdocument that deals with a single subject

[ISO/IE€C26514:2008]

NOTE In printed documentation, a topic is equivalent to a section (heading, subheading) and its confent. In
on-screen documentation, a topic consists of a title (heading) and information about a subject (typically, a task or a
concept—or—reference—information)—For—on-screen—documentati PA—RAig DFOS opic—wi t user
intervention.

EXAMPLE Instructions on how to print the current document.

4.33

tutorial

instructional procedure in which the user exercises software functions often using sample data that is supplied
with the software or documentation

[ISO/IEC 26514:2008]

© ISO/IEC 2011 — All rights reserved
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4.34
usabil
extent

ity
to which a software or documentation product can be used by specified users to achieve specified

goals with effectiveness, efficiency, and satisfaction in a specified context of use

[ISO/IEC 25062:2006]

4.35

user

persorf Who performs one or more tasks with software; a member of a SpecifiC audience
[ISO/IEC 26514:2008]

4.36

user documentation

inform

[ISO/IE

4.37
user i
ensen

[1ISO/IE

ption to describe, explain, or instruct how to use software

FC 26514:2008]

hterface
ble of software and hardware that allows a user to interact with a computer)system

FC 26514:2008]

5 User documentation within a system/software life cycle

5.1

Acquin
proces
(IEEE
proces
which

Software documentation management process

ers and suppliers of user documentation work within the life cycle of the software product. Life cycle
ses are defined in ISO/IEC 12207:2008 (IEEE-Std 12207-2008). Clause 7.2.1 of ISO/IEC 12207:2008
Std 12207-2008) describes the activities~of the software documentation management process as
s implementation; design and development; production; and maintenance. The Contract shall specify
pf the Software Documentation Management process activities are required:

process implementation, which includes setting objectives; project planning, management, and control;
preparation of a documentation plan;

analysis and design, whieh includes preparing the documentation designs for the project; collecting
information about the.software product and users, their tasks, and their needs for information, and
designing documentation based on those needs;

development /and review, which includes structuring the content for usability, applying the
documentation design by creating the written and graphic content, implementing the information in the
specified'media, and evaluating the user documentation with the rest of the product;

production, which includes the integration, preparation, reproduction, and packaging and delivery of the

doct |mnnfa’rirm;

maintenance, which includes keeping the documentation accurate throughout the software product life
cycle, including modifications for improved usability.

Development of the user documentation should be part of the same processes as the software product life

cycle,
user d

and ideally performed in conjunction with development of the software, so that the software and the
ocumentation may be acquired and maintained together. The specification of all the documentation,

including on-screen documentation and printed documentation, should be a part of the development of the

softwa

re product as a whole, not a separate exercise. Although accurate user documentation cannot be

© ISO/IEC 2011 — All rights reserved
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completed until the software product has been fully developed, the user documentation and the software
product both benefit from concurrent development.

NOTE Software systems documentation prepared by software developers is rarely suitable for end user
documentation, as it describes how the software functions rather than providing instructions for user tasks.

For simplicity, the life cycle stages are presented as if there were a clear starting point for developing
documentation and a clear end point. There is not a single sequence of activities, however, that can be
followed in all cases for all products and all types of information. For example, design and implementation

activities Tor on-screen documentation are very closely nter-linked, as are analysis and design, and_ifje way
they link together varies between projects.

The classic documentation development process applies to the life cycle of a single new software/product with
a single new user manual, but it is much more likely that software and user documentation lare’designéd and
developed under more complex circumstances, such as the following:

e A previously documented software product is being upgraded, offered in a néw. version or on different
operating system platforms, or customized as part of system integration, and previous documenptation
must be revised.

e Previous documentation must be converted to a different format or different media, or in different
languages or versions, such as tutorials, online help, or advancedyreference guides.

e Previous documentation must be adapted or used as models*for different software products aqquired
or supplied by an organization.

Acquiring documentation is greatly assisted by the presence of other documentation produced duripg the
software life cycle, such as a documentation plan, systemdesign document, system test plan, release records,
and problem reports. Other documentation specific to therdocumentation process may be useful, such as style
guides and organizational procedures for informationZmanagement and documentation reviews.

NOTE ISO/IEC 15289:2006, Systems and software engineering — Content of systems and software life cycle
process information products (Documentation), provides recommended comments for the required documents thrqughout
a system/software life cycle.

5.2 Information management process

Rather than focusing on supplying a single book or help system, user documentation acquirers and suppliers
perform their tasks to support the Information Management process, whose activities are defiped in
ISO/IEC 15288:2008 (lEEE Std 15288-2008), Systems and software engineering — System life| cycle
processes, Clause 6.3.6-3, and in Figure 1 below. The Contract shall specify which of the Information
Management process.activities are required.

Information.Management Process

a) Defineythe items of information that will be managed during the system life cycle and, according to
organizational policy or legislation, maintained for a defined period beyond.

b). Designate authorities and responsibilities regarding the origination, generation, capture, archiving and

disnosal of items of information
g

c) Define the rights, obligations and commitments regarding the retention of, transmission of and access to
information items.

NOTE Due regard is paid to information and data legislation, security and privacy, such as ownership, agreement
restrictions, rights of access, intellectual property and patents. Where restrictions or constraints apply, information is
identified accordingly. Staff having knowledge of such items of information are informed of their obligations and
responsibilities.

Figure 1 (Sheet 1 of 2) — The information management process

© ISO/IEC 2011 — All rights reserved
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d) Define the content, semantics, formats and medium for the representation, retention, transmission and
retrieval of information.

NOTE The information may originate and may terminate in any form (e.g., verbal, textual, graphical, numerical) and
may be stored, processed, replicated and transmitted using any medium (e.g., electronic, printed, magnetic, optical). Pay
due regard to organization constraints, e.g., infrastructure, inter-organizational communications, distributed project
working. Relevant information storage, transformation, transmission and presentation standards and conventions are used
according to policy, agreements and legislation constraints.

€) Obtain-the-identified-itemsof information-
NOTE | This may include generating the information or collecting it from appropriate sources.

f) Maj|ntain information items and their storage records according to integrity, security and~privacy
requirgments.

NOTE Record the status of information items, e.g., version description, record of distribution, security-classification.
Information should be legible and stored and retained in such a way that it is readily retrievable in facilities that provide a
suitabl¢ environment, and that prevent damage, deterioration and loss.

g) Def|ne information maintenance actions.

NOTE | This includes status reviews of stored information for integrity, validity and‘\availability and any needs for
replicafion or transformation to an alternative medium. Consider the need to either-retain infrastructure as technology
changds so that archived media may be read or the need to re-record archived media.using new technology.

h) Retfieve and distribute information to designated parties as required by’agreed upon schedules or defined
circumstances.

NOTE | Information is provided to designated parties in an appropriate form.

i) Provide official documentation as required.

NOTE Examples of official documentation are certification, acereditation, pilot license and assessment

j) Archive designated information, in accordance with.the audit and knowledge retention purposes.

NOTE | Select the media, location and protection. of the information in accordance with the specified storage and
retrievgl periods, and with organization policy, agreements and legislation.

k) Dispose of unwanted, invalid or unverifiable information according to organization policy, and security and
privacy requirements.

NOTE | Itis advisable to keep a record of the disposed information to comply with certain audit or legal requirements.

Figure.1(Sheet 2 of 2) — The information management process

6 User documentation agreement processes within a system/software life cycle

6.1 User'documentation acquisition process

6.1.1 Purpose of the acquisition process

The acquisition process provides the means for conducting business with a supplier of user documentation
products or services in support of an operational system, or of elements of a system being developed. The
purpose of the acquisition process is to obtain the product or service that satisfies the need expressed by the
acquirer. The process begins with the identification of customer needs and ends after the acceptance of the
product or service.

© ISO/IEC 2011 — All rights reserved
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6.1.2 Outcomes of the acquisition process

As a result of successful performance of the acquisition process:
e documentation needs and goals are defined;
e acquisition strategies are defined;

o product and/or service acceptance criteria are defined;

e an agreement is developed that clearly expresses the expectations, responsibilities, and-liabilities of
both the acquirer and the supplier;

e one or more suppliers are selected;

e documentation or documentation services are delivered and accepted, satisfying the acquirer’s|stated
need;

e specified constraints such as cost, schedule, and quality are met.

6.2 User documentation acquisition activities and tasks

The acquirer shall implement the following activities in accordanceywith applicable organizational policigs and
procedures to achieve the outcomes of the acquisition process:

1) acquisition preparation;

2) supplier selection;

3) contract agreement;

4) contract management and monitoring;

5) acquirer acceptance;

6) closure.
NOTE The activities and tasks in this process can apply to one or more suppliers.
6.2.1 Acquisition-preparation
This activity consists of the following tasks:

1) describing the need,;

2y~ defining the user documentation requirements;

) identifvina an acauisition strateqy:
PARR ) < S pal

4) preparing an acquisition plan;
5) preparing a request for proposal;

6) advertising acquisition requirements in a Request for Proposal.

© ISO/IEC 2011 — All rights reserved
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6.2.1.1 Describing the need

The acquirer shall describe a need to acquire or enhance a user documentation product or service.

6.2.1.2 Defining the user documentation requirements

The acquirer shall define and analyze the software system requirements relating to user documentation. If the
software has critical requirements for safety or security, the user documentation requirements shall require
inclusian_of critical information and documentation of how the user will comply with the qafpfy security _and

other [ritical requirements. The user documentation requirements should consider the need for support
relateq to software usability testing. Clause 7 provides additional detail on requirements specification foruser
documentation.

The ag¢quirer may perform the definition and analysis of documentation requirements by itself or_may retain a

suppligr to perform this task. If the acquirer retains a supplier to perform requirements analysis;.the acquirer
shall retain approval authority for the analyzed requirements.

6.2.1.3 Identifying an acquisition strategy

The agquirer shall identify its acquisition strategy after performing make/buy analyses and considering the
criterig of risk, cost, and benefits for each option. Options include one or more af the following:

e |develop the user documentation or obtain the service internally;
o |develop the user documentation or obtain the service through‘an agreement with a supplier;
e |adapt or enhance existing user documentation items.

6.2.1.4 Preparing an acquisition plan

The agquirer shall prepare, document, and perform an“acquisition plan. The plan shall contain the following as
a minimum:

e |requirements for the user documentation;

¢ [planned audience for the user documentation;

e |type of contract to be employed;

e |responsibilities of the.organizations involved and identification of the product authority;
e |approach for developing and maintaining the information and the documentation;

e |risks considered as well as methods to manage the risks;

e |thedacceptance strategy and conditions (criteria).

The acquisitionm ptanm shoutdcontaim a schedute for the acquisition activities. T e acquirer shouldestabiisia
procedure for supplier selection including the proposal evaluation criteria and requirements compliance
weighting.

6.2.1.5 Preparing the Request for Proposal
The acquirer should document the acquisition requirements (which are included in the Request for Proposal).

The content of the acquisition requirements depends upon the acquisition strategy that is selected from the
options described in sub-clause 6.2.1.3.

© ISO/IEC 2011 — All rights reserved
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For acquisitions of documentation, the acquirer shall prepare a Documentation Specification described in
Clause 8 and include it in the Request for Proposal. Clause 10 describes the contents of the Request for
Proposal. The acquisition requirements should be given to the organization selected for performing the
acquisition activities.

6.2.1.6  Advertising the acquisition requirement in a Request for Proposal

The acquirer shall identify potential suppliers and communicate the request for user documentation services to
the identified suppliers

6.2.2 Supplier selection

The acquirer should select one or more suppliers based upon the evaluation of the suppliers' lproposals. The
acquirer should also assess the supplier's capability to complete the documentation or services as specjfied in
the Request for Proposal.

NOTE 1 If a supplier that meets the technical requirements is not identified, but one jis‘identified that has accgptable
experience and capabilities, and agrees to an affordable cost, the documentation requir€nients and the acquisitipn plan
may be modified. For example, the schedule may be modified so that the user documéntation is produced in phasep along
with the software development, or only the critical and most frequently used tasks miay,be documented.

NOTE 2 ISO/IEC 26514:2008 (IEEE Std 26514-2010) includes requirements. for user documentation content.

6.2.3 Contract agreement

The acquirer shall prepare and negotiate a contract with” the supplier that addresses the acquisition
requirements, including the cost and schedule of the software product or service to be delivered. Acquirers
and suppliers should agree on the overall schedules for.the project, time, and cost.

The agreement between the acquirer and the supplier should clearly express the expectation, responsibilities,
and liabilities of both parties. The contract shall~address intellectual property, usage, ownership, warranfy, and
licensing rights associated with the user documentation or other deliverables. The contract shall defihe the
delivery media for documentation products. The contract shall specify the product authority and acceptance
criteria for the deliverable user documentation product or service.

The acquirer shall include or refetence the process for tailoring requirements in the contract.

NOTE The acquirer determines whether the term “contract” or “agreement” is to be used in the application| of this
International Standard.

6.2.4 Contract management and monitoring

When the contract is underway, the acquirer shall cooperate with the supplier to provide necgssary
information_in~a timely manner and promptly resolve pending issues. The acquirer shall provide reviews of
drafts andYinterim deliverables within the time specified in the contract. The acquirer shall monifor the
supplier's“activities in accordance with the agreed upon review, reporting, and testing processes.

The acquirer should mcorporate mput from the documentatlon suppher into the prOJect s problem managdement

[mY £
MIULLUOOTO. I-IU\JUIIIUIIlGLIUII UUVUIU}JUIO darc IIU\-'UUIILIy l.l IU UGIIIUDL LA SA=] lUID UI DUILVVGIU IOOUUO

The acquirer shall control changes to the contract by negotiating with the supplier as part of a change control
mechanism. The acquirer and the supplier shall evaluate changes to the contract for user documentation for
their impact on the overall software project plans, costs, benefits, quality, and schedule.

The contract change control mechanism should address the change management roles and responsibilities,
level of formality of the proposed change requests and contract renegotiation, and communication to the
affected stakeholders.

© ISO/IEC 2011 — All rights reserved
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Documentation can be affected by changes to the design of the software or to the training or support plans.
Therefore the implications of such changes should be assessed before approval is given. When product
changes are made, the acquirer should immediately notify the suppliers, so that they work only with up-to-date
information.

NOTE Small changes to a system can cause major changes to documentation, while major changes to a system do
not always require major changes to the documentation. For example, modifying a system menu might be a small change
to the software itself but might have major implications for the entire structure of a user manual. In contrast, completely
revising the methods used within the software for some complex operation might be a major task in developing the
softwane—but-mightnot—affect—the—tser's—view—of-the—software—at—at—and—therefore—mightnees o—the
documentation.

6.2.5 | Acquirer acceptance

The acquirer should prepare for acceptance based on the defined acceptance strategy and-criteria. As
specified in the contract, the acquirer shall conduct acceptance review and acceptance‘testing of the
deliverable user documentation product or service and shall accept it from the supplier when¢he agreed upon
accepflance conditions are satisfied. A product or service may be supplied incrementally and/payment or other
agreed upon consideration may be provided in increments.

As stgted in the agreement, the acquirer may take the responsibility for the configdration management and

informption management of the delivered user documentation. As agreed, the supplier may provide continuing
informption management and documentation maintenance services for the acquirer.

6.2.6 | Acquisition closure
The agquirer shall make payment or provide other agreed upon consideration to the supplier for the product or
servicg performed. When the supplied product or service has-satisfied the conditions of the agreement and

identified open items have been satisfactorily closed, thecacquirer concludes the agreement by providing
paymgnt or other agreed upon consideration and notification of conclusion of the agreement.

6.3 User documentation supply process

6.3.1 | Purpose of the supply process

For uder documentation, the purpose of.the supply process is to provide a user documentation product or
servicg to the acquirer that meets the.agreed upon requirements. The supply process provides the means for
condufting a project in which the-result is a user documentation product or service that is delivered to the
acquirer.

6.3.2 | Outcomes of the.stupply process

As a résult of successful performance of the supply process:

1) | an acquirer for a product or service is identified,;

2) | afesponse to an acquirer's request is produced (a proposal);

3) an agreement is established between the acquirer and the supplier (as in the acquisition process);

4) products and services that meet the agreed upon requirements are produced and delivered.

6.4 User documentation supply activities and tasks

The supplier shall implement the following activities in accordance with applicable organizational policies and
procedures to achieve the outcomes of the supply process:

1) opportunity identification and evaluation;

© ISO/IEC 2011 — All rights reserved
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2) proposal preparation;
3) contract agreement;
4) contract performance;
5) delivery;

6) closure.

The supplier may have subcontractors or second-tier suppliers. The supplier shall manage and'con
subcontractors in accordance with the Acquisition process. The supplier shall flow down the‘cont
requirements necessary to ensure that the documentation product or service delivered to the acqu
developed or performed in accordance with the prime contract requirements.

6.4.1 Opportunity identification and evaluation

The supplier should identify potential acquirers or representatives of acquirers for the supplier'
documentation services.

If the potential acquirer has not clearly defined requirements or prepared an acquisition plan, the suppli
perform a needs assessment, assist in requirements definition, or submit an unsolicited proposal fqg
documentation services.

If the acquisition process is being used and a request for proposals has been issued, the supplier
conduct a review of requirements in the request for proposal;’taking into account organizational policig
other regulations.

The supplier should decide whether or not to bid on-the request for proposals.

6.4.2 Proposal preparation

The supplier shall conduct a review ofxthe acquisition requirements. The supplier should determine
apply its organization processes to:manage the project and ensure the quality of the deliverabl
documentation product or servicexThe supplier should consider acquirer involvement and feasib
achieving the requested schedule./The supplier should consider availability of resources, including acg
the software being documented and to the documentation and information management systems and to|
well as human resources.

The supplier shall prepare a Proposal in response to the Request for Proposal. Clause 11 provides
information on documentation proposals.

6.4.3 Contract agreement

The supplier shall negotiate and decide whether to enter into a contract with the acquirer to provide th
documentation or documentation service.

trol its
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| 6.4.4 Contract execution

The supplier shall apply the information management and documentation management processes as tailored
for the contract to produce the agreed upon deliverables. The supplier shall conduct a review of the contract
requirements to define the framework for managing and assuring the project and for ensuring the quality of the
deliverable documentation product or service. The supplier shall implement and perform the project

management plan and documentation plan.

The supplier shall provide the acquirer access to the supplier's and subcontractors' facilities and to draft

versions of user documentation products as specified in the contract and project plans.
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6.4.4.1

Project Management Plan

The supplier shall develop and document a project management plan. Items to be considered in the plan shall
include but are not limited to the following:

project organizational structure and authority and responsibility of each organizational unit, including
the acquirer, external stakeholders, independent test organizations, and other suppliers involved in the
software project;

NOTE
manag
resolve

The cq
to the

6.4.4.2

work breakdown structure of the tasks to be performed together with budgets, staffing, physical
resources, and schedules associated with the tasks;

management of the quality characteristics of the user documentation or services;
separate plans for quality may be developed;

methods for assuring that the safety, security, and other critical requirements of the/software products
are appropriately documented for the users;

change control of versions of the information and documentation;

acquirer involvement, for example in reviews, informal meetings.'ahd communications, reporting,
modification and change processing; approval, acceptance, and access to facilities;

resources for scheduling, tracking, and reporting;

user involvement in requirements identification, usability testing, and user acceptance;
risk management for potential technical, cost, or schedule risks;

control of proprietary or sensitive information;.iacluding compliance with export controls;
processes for protecting intellectual propérty and licensing rights;

infrastructure, such as access to software being documented, equipment, facilities, usability test
environments, standards, procedures, and tools;

processes for problem identification, recording, analysis, and resolution.

The problem management process for the user documentation should be integrated with problem
ement for the software_This allows software issues identified while preparing documentation to be concurrently
d.

ntract maysspecify whether the supplier's project management plan or any portion of it will be delivered
Bcquirer,

Documentation Plan

The supplier shall use the user Documentation Specification (Clause 8) to prepare a Documentation Plan. The
Documentation Plan shall formally describe the scope of the planned documentation, as well as its structure,

format

16

, and content. The Documentation Plan should:
reflect important documentation analysis and design decisions;

generally cover the entire documentation suite, including, for example, user manuals, online
documentation, help text, and quick reference cards;

provide the purpose of the documentation for the intended audience;

© ISO/IEC 2011 — All rights reserved
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e include draft tables of contents for the documentation, with estimated page or topic counts.
NOTE 1 ISO/IEC 26514:2008 (IEEE Std 26514-2010) provides detailed requirements for documentation design.

After approval, the Documentation Plan should be placed under change control with the other project
The Documentation Plan should be distributed to all relevant parties; this distribution should i

plans.
nclude

documentation development staff, and may include acquirer staff and subcontractors (e.g., printers,

typesetters, translators). If subsequent changes are made to the Documentation Plan (and agreed to
supplier and acquirer), the acquirer and the supplier shall ensure that all stakeholders are notified

by the
of the

change.

NOTE 2 It is more difficult and more expensive to make major alterations to document structures or_styles once

development has started than it is to modify the design at the planning stage.

6.4.4.3 Quality management

The supplier shall monitor and control the progress and the quality of the user docimentation prodyicts or

services throughout the contract. This shall be an ongoing, iterative task: monitoring progress of te
performance, costs, and schedules, and reporting project status. The supplier shall provide the acquir
evaluation, review, audit, testing, and problem resolution reports, as specified in the contract.

6.4.4.4 Configuration management

The supplier shall apply configuration control of versions of the documentation. In accordance w
contract, the supplier should determine:

hnical
Br with

th the

o at which level version control is to apply, for example, whether it applies to a single file of informgtion or

to all the information for a particular module;

o the milestones within the project at which néw versions are to be created, for example, after each set of

tests;
e how changes to each version are.to)be controlled;
e how version control is to be-applied to localized and customized versions;
o the backup and archivé\procedures;
e how records are kept of the history of each version, so old versions can be re-created if necessar

o at what stage)if any, the documentation becomes part of the software for version control purpose€

The supplier-may request modification to the contract as part of the change control mechanism.

6.4.5,>Product/service delivery and support

:

»

The supplier shall deliver the user documentation product ar service as specified in the contract

6.4.6 Closure

The supplier shall accept and acknowledge payment or other agreed upon consideration. The supplier shall
transfer the responsibility for the product or service to the acquirer, or other party, as specified by the contract.
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7 D

efining user documentation requirements and constraints

7.1 Aspects of requirements and constraints

This clause is a specialization of ISO/IEC 12207:2008 (IEEE Std 12207-2008) processes for stakeholder
requirements definition and requirements analysis. The purpose of the process implementation (initiation)
activity is to understand the project objectives, requirements, and constraints. User documentation
reqmrements and constraints are initially defined by the acquwer as part of ach|S|t|on initiation and are

acquir
entire
docun

NO
not

The ofganization should keep_a‘record of the source of each requirement, so that it may be tracked back to its

br and supplier of user documentatlon shall gather or receive mformatlon about the W|der context of the
project to understand the requirements and constraints that affect the design and schedule forthe
entation components. Requirements and constraints should consider the following aspects:
requirements and objectives for the software product;

scale of the project, particularly the work that will require user documentation;

development and operating environment for the software;

requirements and constraints for the user documentation, such as thé“d6cumentation policy and
standard formats and styles set by the producer of the software product;

constraints that may apply to the project cost, schedule, staffing, and equipment;

TE If documentation design is not taken into account in the design of the software, the documentation might
be adequately concise, and therefore documentation development ¢osts might be higher than necessary.

intended acquirer and end-users for the software" product and the documentation including
requirements for international audiences;

usability and accessibility requirements;
documentation media for the deliverables;
legal and/or statutory requirements;

acquirer-supplied information;-facilities, tools, and materials.

origing and its validity may be_ verified.
7.2 Bchedule constraints
After g date fordelivering the application has been agreed upon, it is important to use the date in all activities
of use[ documentation planning. When the project schedules are being defined, the acquirer should remember
documjentation development cannot be completed until the software design is completed.
The f ”u'v'v'iny CUIT IQIdUIutIUIIQ II 1 thU \JVUIG” O\thVVUIU HIUJUUt DUhUdu:U VllI” IIIf:UUI LAY~ thU dUUuIIIUIItﬂtIUII
schedule:

e When will the alpha, beta, and acceptance testing start, and be completed?

e Whatis the delivery date for the finished product?

e When does the documentation need to be ready?

e What other milestones apply to the project, such as dates for early releases?

© ISO/IEC 2011 — All rights reserved
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e What are the major dependencies between different activities in the overall project?

e |If the product is to be localized or customized, what are the required delivery dates for the various
localized and customized versions and when does the documentation need to be ready?.

The amount of time needed for the following documentation activities may be significant; the acquirer should
allow time for them in the project's schedules:

o authors to observe and use the software or prototypes of the software during the development stage;

e performance of technical work necessary to include the embedded documentation in the preduct;
e graphics to be created and screen captures to be taken;
e technical contacts to supply information and to check the accuracy of drafts;

e draft documentation being validated in field trials and usability trials (deCumentation develgpment
schedules for preparing such drafts will affect the timing of these exercises‘and trials);

e incorporation of amended pages;
e translation, if required:

e production of media, printing and packaging, if required.

7.3 Usability requirements
The acquirer should formulate usability requirementsifor the user documentation and specify how usability will
be tested and measured. Usability requirements<are a logical source of acceptance criteria. If the agquirer
specifies that the supplier should test the product, the acquirer shall fully define the usability standard against
which the documentation is to be measured:Fhis includes specifying the measurement technique, redording
process, and representative test subjects.

Usability measures for the documentation, independent of the usability of the software, may include the time
for the following:

e learning about the contents of the documentation, particularly if more than one document is supplied;
e understanding.the-documentation structure and to learn how to use it;
o finding information, once the user is familiar with the documentation;

e performing a specified task using the instructions in the documentation.

NOTE ISO/IEC 26513:2009 (IEEE Std 26513-2010) provides requirements for user documentation festing,
including usability testing.

= Prod tfratt :

The acquirer should describe plans for making modified versions of the software product available to users,
because modifications can affect all aspects of the documentation design. Modifications may include
completely new versions, major upgrades, or minor updates supplied to existing users; customizations for
specific users; or temporary corrections (patches). The requirements should specify the time scale for
modifying the documentation and the delivery format of documentation updates.

NOTE If future versions of the product are intended, but not considered in the design of the documentation, the costs
may be significantly higher.
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7.5 Localization and translation requirements

The acquirer shall clearly define all languages to which the documentation may be translated. For some
products that are to be exported, there might be a legal requirement for all or part of the documentation to be
translated. Even if a supplier is not providing the translation or localization services, requirements for
translation or localization will affect the design, schedule, wording, examples, and illustrations of the primary
language version.

NOTE 1 If the product is to be translated or localized and those costs are not taken into account in the design of the

softwale and the documentation, these costs may be significantly higher than necessary. The higher costs will be incurred

for eve
Locali3
Source
docum

NOTE
English

Transl

[y translated or localized version.

ration may apply to products to be made available in other countries using the same language‘as the
country. Cultural issues may need to be taken into account, both in the software or service and in the
entation.

P There may be variations in the target language: for instance Spanish versus Mexican{Spanish, and UK
versus US English.

ptions of unapproved draft documentation may incur extra cost for rework. Te 'give the translators more

time t¢ complete their work, the translation process may begin when the documents are almost complete.

When
transls

After t

native
suitab

7.6

The a
desigr

complete, any subsequent changes to the documentation may be idéntified electronically and then
ted.

ranslation, the acquirer shall verify that the software or service and‘its documentation are consistent. A

speaker of the target country should check all localized or translated user documentation to ensure it is
e for use in that country.

| egal requirements

quirer shall clearly define any legal requirementsaffecting the product that may impact documentation
. The acquirer may provide text and graphies(logotypes) approved by its legal advisers to address

requirgments set by:

local (state or provincial), national, and jinternational law;

copyright status of the document;

copyright status of text, graphics, and other material included in the documentation from other sources;
data protection;

acknowledgements of, and permissions for, the use of non-original material in the document;
trademarks‘and logotypes;

escrow conditions;

20

fcersing;

intellectual property rights;
trade secrets;

proprietary information;

non-disclosure requirements;
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e professional certifications;
e warranties, whether expressed or implied, and guarantees.

NOTE Legally required text will vary by location for international documentation.

7.7 Security requirements

The scauirershall esnacifvsecuritvy raauiramants ncoludinag tha nravantion aof caonvina of tha caoftwara
e EquHe—SHaT—SpeGtity e g e S HRerHa g e—prevYertoR—o—-60p Y g—o—He—SowWare

and its

documentation and the protection of sensitive personal data. The acquirer should specify whethg
necessary to check the integrity of on-screen documentation to allow for deliberate or accidental~chan
its content made by the user.

7.8 Standards and conventions
The acquirer shall specify any mandatory standards for the documentation, such as:
e International Standards (e.g., ISO) publications;
e national standards for the countries in which the product will be used;
e industry standards for the system on which the product will fun;
e industry standards for the system on which the on-screen documentation will be viewed;
e accessibility standards and requirements;
e company, product, or operating system standards and conventions.

The acquirer shall identify its applicable organizational policies and style guides. The acquirer should es
an order of precedence if there are conflicts among the standards and between the standards and the ¢

The acquirer shall identify if the user documentation product will be part of a suite of products and th
already specified for developing, maintaining, delivering, and viewing documentation for that suite. Useg
interoperable set of open, standardized tools should reduce the cost of maintaining documentation.

7.9 Quality management requirements

The documentation séryices acquired using this International Standard should be carried out under the
of the quality mahagement system being used for the product development. Users of this Intern
Standard should-operate a quality management system, which can be independently assessed for 1S(
compliance.

8 User Documentation Specification

rit is
ges to

tablish
bntract.

b tools
2 of an

control
ational
D 9001

of the

In the acquisition and supply processes, the Documentation Specification establishes the scope

deliverable and is the basis of its acceptance criteria and cost estimates. At a minimum, the Documentation
Specification shall include the title or name, purpose and content, and intended audience of the

documentation.

Documentation should give the specified audience information to assist them in performing their tasks

, while

using the software. The documentation purpose should be specified as to whether it is instructional, reference

material, or both.
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In the

initial specification, user documentation content should be defined at a high level in terms of user tasks

or topics. It may also be defined by the expected number of software functions, programs, pages, commands,
or screens.

The specified documentation shall provide sufficient information for a clear understanding of:

the purpose, functions and characteristics of the software;

how to install or use the software;

The sq

NOTE
found 4

The d
the us
docun

NOTE
docum

The a

contractual rights and responsibilities while using the software.
ecification shall include requirements for accessibility of user documentation to the intended audience.

( An example of requirements for software accessibility, known as Section 508 of the Rehabilitation Act, can be
t the URL listed in the bibliography.

pcumentation specification should also indicate the intended media for delivery of‘the”documentation to
ers. The user documentation specification may indicate the expected structure \or components of the
entation suite, such as installation guide, quick reference card, online help, and reference manual.

P ISO/IEC 26514:2008 (IEEE Std 26514-2010) provides requirements and.guidance for the design of user
bntation suites.

cquirer should set durability targets for individual printed doéuments and media according to their

expecled use. Constraints on packaging include:

local, state or provincial, or national requirements for recycling packaging materials;

whether the software or service and the documentation are to be packaged together;

whether there is an organizational style for packaging;

whether the packaging should be the.same as used for previous versions or for similar products;
what medium will be used to disttibute the software product and the documentation;

what methods will be used-to:physically ship the product.

9

er documentation Statement of Work

The Statement of Work defines the services, tasks, and processes that the supplier will provide. It should
clearly| define the scope and all requirements of the documentation project in a manner and level of detail that
is undprstood by the supplier. The acquirer should determine which processes of this International Standard
are approprigte-for the acquisition and specify any acquirer requirements for tailoring those processes.

The agquirer shall specify who is responsible for the following:

22

technical accuracy of the documentation;

usability of the documentation with the software or service and vice versa;
suitability of the documentation for the market;

editorial quality of the documentation, including both text and illustrations;

tests and reviews of the documentation;
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e production of the documentation, including tools support;
e internationalization, translation, and localization;
e packaging and shipping of the software and the documentation;

e final approval of all the documentation.

The Statement of Work should include the project management and control processes to be performed|by the
acquirer and the supplier. The Statement of Work shall also define the contract milestones at which the
supplier's progress shall be reviewed as part of monitoring the acquisition.
The acquirer should specify if any of the processes are to be performed by parties other than the supplier, so
that suppliers may, in their proposals, define their approach to supporting the work of otheérparties. The|extent
of supplier or third-party involvement in testing or verifying the user documentation’ ,should be definef. The
acquirer shall define the scope of those tasks that reference the contract.

NOTE In ISO/IEC 15289:2006, the SOW is part of the contents of the Contract (ar agreement) information iteny.

10 Request for Proposal

10.1 Request for Proposal topics
The acquirer shall include the following topics in the User. Documentation Request for Proposal to enable the
supplier to prepare an appropriate proposal. The topics.do not need to be in this order and may have different
titles.

a) objectives and scope statement;

b) system and documentation requirements: documentation specification and statement of| work.
(Clauses 7, 8, and 9);

c) requirements for management, quality, and supporting processes;
d) supplier capabilitiessand experience;

e) instructions for bidders;

f) list of deliverable user documentation products or services;

g) termis.and conditions, including the product authority, acceptance criteria, and delivery requirements;
h)_sproposal evaluation criteria.

NOTE The contents of a Request for Proposal are defined in ISO/IEC 15289:2006 and are here made spetfific for
user documentation products and services.

10.2 Project objectives

The overriding project objective should be to develop a product that meets user needs. Both the acquirer and
the supplier should avoid constraints for the documentation that change the product in terms of the real
problems which it should solve, and the range of hardware and operating systems for which it is being
developed.
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10.3 Requirements for supporting processes

The Request for Proposal may require the supplier to support or provide input for related processes, such as
project management, information management, configuration management, quality assurance, validation and
verification, security, and problem management.

The acquirer shall specify change control procedures for the project in accordance with the configuration
management system in use. The documentation development activities recommended in this International
Standard may be carried out under the control of the configuration management system being used for the

softwa
manag
Manad

re product development. Users of this International Standard should operate a configuration
ement system, as addressed by IEEE Std 828-2005, I[EEE Standard for Software Configuration
ement Plans.

10.4 Bupplier capabilities and experience

The ag¢quirer may request a description of the supplier's related experience, organizational capabilities, and

individ

The a
memb
staten
repres|

10.5
The in

acquir
suppo

10.6

The a
These

Lial resources' experience in related work. These should be included in the proposal‘evaluation criteria.
cquirer may require submission of statement of skills and experience of key(resources of each team
er, both from the supplier's organization and from subcontractors. The acquirer should state whether

ents of skills and experience are considered as commitments to provide,'the named resource, or as
entative of the supplier’s capabilities.

nstructions for bidders
structions for bidders specify the content (and in some cases, the organization and format) that the

br expects to see in the proposal. Instructions for bidders ‘produce a uniform structure for proposals,
'ting proposal evaluation.

|ist of deliverable user documentation products or services

cquirer shall clearly identify in the Request for Proposal the items it will provide during the contract.
items should include:

relevant software specifications/ record formats, screen and report layouts, CASE tool output, and
other software design information necessary for the preparation of the documentation;

access to an operating-copy of the software, either onsite or remotely; hardware and software for
using prototype or other versions of the software;

technical contacts'who will supply information, discuss technical details with authors, answer technical
questions, and gheck drafts of the documentation;

a timely-and accurate resolution process for questions raised by the supplier's staff;

typical users for audience analysis and usability testing;

g scheduteof themitestones foreachphaseof the—softwareand-thedocumentatiorm projectimctuding
draft submission dates; review completion dates; and the final delivery date;

legal, security, and regulatory notices to be included in the documentation;

applicable standards, style and format guidelines, and other related materials (unless generally
available).

The list of deliverable items should be related to the expected project schedule. Unless an absolute due date
is an essential requirement, delivery schedules in the Request for Proposal should be expressed in terms of

24
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days or weeks after contract award, or before software beta product release, or other relative dates, such as

release of the primary language version for documentation to be translated.

The acquirer shall specify who is responsible for providing the supplier with technical information about the
product. The acquirer should also specify the methods to be used to supply information, including
consultations with technical contacts; written specifications; the software product itself (possibly development
or prototype versions). The supplier shall distribute these items and information to those documentation

development staff who require them.

The supplier may offer to obtain and provide items which would be inconvenient for the acquirer to provi

10.7 Terms and conditions

In some cases, the material given by the acquirer to the supplier is required to be kept confidenti
secured. The Request for Proposal should specify the level of confidentiality or security the acquirer rg
from the supplier for the material passed to the supplier.

It shall be the responsibility of the acquirer to ensure that all of the material delivered by the acquirer|
supplier is complete and correct when delivered, and that it is kept up to date during the contract.

He.

al and
quires

to the

The acquirer and supplier shall ensure that none of the material provided infringes the intellectual property

rights of any other party.
Contracts for documentation should define the ownership of rights-This may involve assignment of the|

copyright in the documentation from the documenter to the~acquirer. The assignment of copyright i
effective when and as the documentation is produced.

10.8 Proposal evaluation criteria
The Request for Proposal should indicate at lgast the relative weight of factors in the evaluation, s

ability to meet the technical requirementsy,experience; compliance with proposal instructions;
management; and cost.

11 Documentation proposal

11.1 Documentation proposal contents

The supplier should define and prepare a proposal in response to the Request for Proposal, includ
recommended tailafing of this International Standard.

In the instructions for bidders, acquirers often specify the format of the proposal response, and include
of the proposat evaluation how well the supplier complied with “their format”.

Whether'the Request for Proposal instructions for bidders define a “fill-in-the-blanks” response, or all

future
5 then

ich as
broject

ing its

hs part

bw the

proposer to design its own format, generally the following key sections of any proposal should be includé¢d:

H—Execttive-stmmary:

2) Understanding of requirements;

3) Scope;

4) Processes;

5) Experience, capabilities, and available resources;

6) Schedule;
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7)
8)

NOTE

Deliverables;
Price proposal.

Not all of these sections will be used in all proposals. The sections used will depend on the needs of the

particular project.

11.2 Understanding of requirements
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ipplier shall review the initial requirements and ensure they are accurate and realistic. The following
be emphasized in the requirement review, as they may have a significant impact on the proposed price
hedule:

cost and scheduling constraints;
suggestions about the style and content of the documentation;

page size and book format; specific constraints on the maximum number of/pages (for printed
documentation) or file size (for on-screen documentation);

languages into which the documentation is to be translated;
infrastructure tools, protocols, languages, and procedures to be used;

availability of reusable material from existing documentationlfithe same information is needed in both
embedded and separate documentation for users performing the same tasks, then that information
may be used in both types of documentation, in each place and structured appropriately.

cquirer may request a point-by-point acceptance” to each requirement in the Documentation
cation or Statement of Work. However, the supplier should respond with further analysis of any unusual,
bX, or unclear requirements, demonstrating its expertise and capability for meeting the requirements.

ipplier should determine the level of risk.and type of risks from its review of the requirements and
ted schedule. The supplier should allow time for learning how to use any new tools and becoming
r with the software (preferably by using-it).

Lpplier should include a stateément referencing any standards to which the organization is claiming
mance, such as the ISO 9000 series of standards.

upplier may demonstrate its understanding of the requirements based on evaluation of existing
entation, evaluations~of localized and/or internationalized documentation, customer or user feedback
revious versions,@nd explanation of new product features.

stated requirements limit the design options so that users cannot be given a suitable set of
entation,he supplier should:

question the requirements, explaining the reasons for the discrepancy;

suggest alternative solutions.

11.3 Scope of the project

The scope section of the proposal should indicate what services and deliverable user documentation are to be
included in the resulting contract. The scope section should align with the pricing and cover the same effort.
The scope discussion may indicate work that is excluded, or planned for future phases.
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11.4 Processes

The process section responds to the Statement of Work and demonstrates how the supplier will use its
information management, documentation, management, and supporting processes to control and complete
the work.

EXAMPLE The supplier may describe how its user documentation will support the accessibility features of the
software product and how the documentation will itself be accessible. For on-screen documentation, file formats will need
to be able to be read by screen reading programs, which in turn can output to speech synthesis or refreshable-Braille

9
on-screen documentatlon to the logical structure, graphics, “page turnlng alert messages, entry fields, headings, and
hypertext links.

The supplier may include a preliminary or sample project management plan or documentatieniplan as part of
its proposal.

The supplier should explain how it will back up and care for the acquirer's data. The’ supplier should $pecify
how it will return, retain, or dispose of information provided by the acquirer at the end.of the contract.

The supplier should explain how it will support version control.

11.5 Experience, capabilities, and available resources

The supplier should describe its experience in similar projects. Related experience may be expressef by a
client list or descriptions of similar projects. It may be usefulto include in the proposal samples of [similar
documentation produced by the supplier, to indicate the intended style or format.

The supplier should describe the structure of the team)in which the documentation development staff will
work; and may include a team selection plan. Large organizations often want to know who the suppliers’
subcontractors are and how they were selected.

As applicable for the project, human resources’may include:

e  project managers;

e experienced authors for developing user documentation (rather than software designers or sqftware
engineers to do the work);

e editors;
e graphic designers’with expertise in electronic media;

e user interface designers and ergonomics experts to design the presentation of the documentation on
the screen),

e usability specialists for conducting usability tests and advising on matters concerning human abilities,
limitations, and accessibility;

o~ testers to ensure the documentation matches the installation and operational use of the softwareg;

e legal reviewers or contacts managers:

e managers and systems administrators for content management systems;
e ftranslators.

Other facilities and resources may include hardware and software for producing the documentation itself,
prototype or other versions of the software to be used by authors to obtain information about the software
being documented; usability laboratory space and staff; media vendors, printers, and packaging vendors.
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11.6 Schedule
The supplier should state its compliance with the requested schedule. The supplier may propose an alternate

schedule that would be more cost-effective. The schedule should indicate the allowable time for the acquirer
to review and approve deliverables.

11.7 Deliverables

The cunplier—shall idantifi. _deaft and final Adalivarahla ticar AdAaciimantatinn nradiintc and carmsicac  Thao
PrHer—SHoh—G ety —aratt—aa—ar— Gy erapie—aSer— e tum e rtatiot—progutts—are—ServiceS—he

deliverables should specify the number of printed copies, whether electronic copies are to be provided, disk
and file formats (including software versions), and where they will be delivered.

11.8 Price proposal

The suipplier shall specify the price of fixed price products and services, or the rates for services. The price
may bg subdivided as specified in the Request for Proposal. The price should be consistent\With the scope of
work, level of risk, processes, and deliverables included in the proposal.
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Annex A
(informative)

Requirements clauses and checklist for acquirers

| dlo H £ £ bl Lok - LO4L pu | pu | Llas HN | 4 4la l loiala H

Ul Uic CUTIVTTIITTIVE Ul USTTS Ul U TSI TiauyJridl vldlidalud, tuns diilicA TUCTTIUTNTS U1UST LUIdUsSTS WITIUIT U Ontaln
requirements for acquirers of documentation products. The following list identifies the location of the gpecific
requirements for use when verifying conformance.

Applicability Conformance
Clre::se Guideline Yes R n not
) or eason Not | y.s | partial’| No | Comments
No applicable

6.2 The acquirer shall implement the
following activities in accordance
with applicable organizational
policies and procedures to achieve
the outcomes of the acquisition
process: [List of activities follows]

6.2.1.1 |The acquirer shall describe a need
to acquire or enhance a user
documentation product or service.

6.2.1.2 |The acquirer shall define and
analyze the software system
requirements relating to user
documentation.

6.2.1.2 |If the software has critical
requirements for safety or security,
the user documentation
requirements shall require inclusion
of critical information and
documentation of how the user will
comply-with the safety, security, and
otherritical requirements.

6.2.1.3 ¢;The acquirer shall identify its
acquisition strategy after performing
make/buy analyses and considering
the criteria of risk, cost, and benefits
of each option.

6.2.1.4 |The acquirer shall prepare,
document, and perform an
acquisition plan.
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Applicability Conformance
CI:gse Guideline Yes R t
) or €ason Not | yo5 | partial | No | Comments
No applicable

6.2.1.5 |For the acquisition of user
documentation, the acquirer shall
prepare a Documentation

Specification described in Clause 8
and include it in the Request for
Proposal.

6.1.2.6 |The acquirer shall identify potential
suppliers and communicate the
request for user documentation
services to the identified suppliers.

6.2|3 | The acquirer shall prepare and
negotiate a contract with the
supplier that addresses the
acquisition requirements, including
the cost and schedule of the
software product or service to be
delivered.

6.2|3 | The acquirer shall include or
reference the process for tailoring
requirements in the contract.

6.2l4 |When the contract is underway, the
acquirer shall cooperate with the
supplier to provide necessary
information in a timely manner and
promptly resolve pending items.

6.2l4 | The acquirer shall provide reviews
of drafts and interim reléases within
the time specified in-the/contract.

6.2l4 | The acquirer shall-monitor the
supplier's activities in accordance
with agreedyupon review, reporting,
and testing’processes.

6.2l4 | The.acquirer shall control changes
to-the contract by negotiating with

the supplier as part of a change
control mechanism

6.2.4 | The acquirer and supplier shall
evaluate changes to the contract for
user documentation for their impact
on the overall software project
plans, costs, benefits, quality, and
schedule
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